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Link to SQUARES Video

https://www.youtube.com/watch?v=KTDw4Lh7Kso
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 QOverview

e User Types and Approval Hierarchy
e >20+ Registered Organizations

e Application Process Steps

e Search Options

e Recent/Pending Enhancements

e Helpful Resources

e Request for Volunteers

e Questions and Answers
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SQUARES

Using Data to End Veteran Homelessness

Status Query and Response Exchange System (SQUARES) is a web-based application that returns
unique information regarding the Veteran’s particular status and eligibility for healthcare and/or
homeless program services in a secure environment. Depending on the SQUARES outcomes, VA
employees and homeless service providers are provided with an eligibility determination so they
can begin the enrollment or referral process to assist Veterans with accessing VA healthcare and
homeless programs--Supportive Services for Veterans Families (SSVF) and Grant and Per Diem

(GPD). For more information, watch the SQUARES Video and visit: SQUARES Resource Website

Veterans who are not
eligible for GPD/SSVF

Total Users: Over 2,600 Over 200,000 queries

re assisted with (VA: 574) Werf\’/ Conductled ;OI obtain
- i (NonVA: 2,063) eteran eligibility
referral services to A

local community

As of May 3, 2022
resources.


https://www.youtube.com/watch?v=KTDw4Lh7Kso
http://www.va.gov/homeless/squares

Brief Recap on Application Process

Review the SQUARES Video Acquire Approvals Within 24-48 Hours Conduct Search to
and complete the Online (Refer to the next slide for the Approval Hierarchy) Assist Veterans
Training (NonVA Users are approved by their Designated (There are three search
Refer to the SQUARES SQUARES Manager) options:
Resources Website to complete Single, Bulk or Advance)
the access application based on (VA Users and SQUARES Managers are approved
your by the SQUARES Admin)
specific user type

(Review the Getting Started Tips
and Access Instructions)
--Part 1: Request New Account

--Part 2: Assess Existing
Account
Register Organization and sign a
Data Use Agreement

VA Users are approved by VA’s SQUARES Admin, so they are not required to designate a
SQUARES Manager.
After SQUARES Managers are granted access, Non-VA Users can apply for access and
their requests will be automatically routed to their designated SQUARES Manager for
review/approval.


https://www.youtube.com/watch?app=desktop&v=KTDw4Lh7Kso
https://www.va.gov/HOMELESS/squares/index.html
http://www.va.gov/homeless/squares

User Types Approval Hierarchy

SQUARES Admin: VHA Homeless Project Manager

approve SQUARES Managers and VA Users Adrmin

SQUARES Managers: Designated Approving Officials
for External Organizations (VA Grantees, Community
Partner Organizations, Law Enforcement, Federal, State,

- M
Local Government Agencies). anager Manager

(Note: Organizations that are not VA Grantees need to H ‘

acquire endorsement from a VA Colleague and sign a Data v '
Use Agreement to support their business need to use SQUARES
SQUARES) User .

(Note: VA Employees are not required to designate a
SQUARES Manager)

Standard SQUARES Users: VA Employees and Community
Partner Organizations (VA Grantees, Community Partner
Organizations, Courts, Prisons, Law Enforcement, Federal,

State, Local Government Agencies) are approved by their

SQUARES Managers 10

Visit the to apply for access



http://www.va.gov/homeless/squares
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Recent and Planned Enhancements

Recent Enhancements

®* SQUARES Video

® Help Desk Ticketing System

® External SQUARES Manager Self Service Portal
® Advance Search

® Updates to the Bulk Search

® Users and Managers Resource Pages

* Refresh to the Internal/External Websites

* Expansion of User Acceptance Tests

® Email Notifications

Planned Enhancements for 2022
® How To Videos

* Refresh Eligibility Business Logic AN

® Updates to Training Materials Y/ G e

°* Managers Dashboards ooﬁg‘l

* Feedback Loops (X 90 e

* Listening Sessions N — 5 12

®* Focus Groups

U.S. Department

of Veterans Affairs
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Application Process Steps

for VA Users

New VA Users

Getting Started with SQUARES

STEP 1:

STEP2:

SIEP.3:

TRAINING

Complete the
Online SQUARES Training

prior to requesting access
to SQUARES.

Use Chrome or Firefox
browsers

P

RESOURCES

Download
Instructions to Apply
for Access

Part 1: Request Account
Part 2: Access Account

REQUEST ACCESS

In your Chrome or Firefox
browser, enter
va.community.force.com
/helpdesk

Do not use Internet
Explorer.
Do not bookmark the
SQUARES website.

@

Application Instructions are located on the SQUARES Resources Website

access)

(Review the Getting Started with SQUARES and Access Instructions before applying for



http://www.va.gov/homeless/squares

Application Process Steps for

Non-VA Standard Users

Non-VA Standard Users
Getting Started with SQUARES
STEP 1: STER 2: STEP 3;
TRAINING RESOURCES ACCESS
Enter SQUARES Website URL
Complete ~ Download in the Chrome or Firefox
Online SQUARES Training Instructions on How to Open browsers:
prior to requesting access SEEE R my.va.gov/squares
to SQUARES. Part 1: Request New Account Do not use Internet Explorer.
Part 2: Access Existing
Account Do not bookmark the
SQUARES website.

Application Instructions are located on the SOUARES Resources Website
(Review the Getting Started with SQUARES and Access Instructions before applying for
access)

LT
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http://www.va.gov/homeless/squares

Application Process Steps for

SQUARES Managers (VA Grantees)

Getting Started with SQUARES
(New SQUARES Managers - VA Grantees)

STEP 1: STEP 2:

L1

COMPLETE Online APPLY FOR ACCESS
M Download
Trainin Instructions to Managers
~raining Quick Reference Guide
Note: Please complete Online Select SQUARE§ Manager
Training before going to Step 2. as your application.

Application Instructions are located on the SQUARES Resources Website.
(Review the Getting Started with SQUARES and Access Instructions before applying for access)

VETERANS HEALTH ADMINISTRATION 15


http://www.va.gov/homeless/squares

Application Process Steps for

SQUARES Managers (Non-VA Grantees)

New SQUARES Organization Accounts

Getting Started with SQUARES
(New SQUARES Managers)

External Orgs STEP 1: STEP 2: STEP 3:
Grantees) 1))
contact VA (\)
Colleagues to : ‘
request an
endorsement
to support ENDASRQSL{;&EENT COMPLETE COMPLETE
their business Online SQUARES

, Q
need to use Obtain/forward endorsement REGISTRATION =

from a VA Homeless Training
SQUARES. Program Colleague to FORM & DATA

SQUARESAdmin @va.gov. USE AGREEMENT Note: Please complete
Data Use Note: Ifyou are a VA Grantee, it Tt’:';‘t':gsb:f;"e going
Agreements an en :)ersefnent is not :
quired.

are required. =

Application Instructions are located on the SQUARES Resources Website.
(Review the Getting Started with SQUARES and Access Instructions before applying for access)

VETERANS HEALTH ADMINISTRATION
16


http://www.va.gov/homeless/squares

Application Process Steps for
SQUARES Managers (Non-VA Grantees)

SIGN DATA USE
AGREEMENT

Forward Data Use Agreement
to SQUARESAdmin@va.gov

Note: If the SQUARES Manager
is different from the person
named in agreement, forward
the new contact information to
SQUARESAdmin@va.gov.
Allow 24-48 hours for
processing.

APPLY FOR ACCESS

Download
Instructions on How to
Open a New Account for
Manager-level Users

Select SQUARES Manager as

your application after you
receive notification to
proceed with the
application process.

Visit the SQUARES Resources Website for specific application instructions.

After the SQUARES Managers acquire access, the Standard Users (within their organization) can apply.
All Standard Users requests will be automatically routed to the organizations’ SQUARES Managers

for review/approval.

VETERANS HEALTH ADMINISTRATION



http://www.va.gov/homeless/squares

User Type Permissions

Apply for access
(Each user must independently apply for
access)

Review SQUARES Video and Complete
Online Training (prior to applying for assess)

Register Organization & Sign Data Use
Agreement (Obtain an endorsement from a
VA Colleague to apply for access)

Initiate Single, Bulk, Advance Search

Update ID.Me Profile Info
(External SQUARES Managers/Users Only)

Submit Help Desk Ticket

(Registered Users) (NonRegistered Persons
will need to contact
SQUARESAdmin@va.gov)

Designate a Replacement SQUARES
Manager (Backup)

Reactivate/Deactivate & Approve/Disapprove
Users

Recertify Users in Mar & Sept

Participate in User Acceptance Tests
(2M Tues: Kickoff Call; Wed: 1-Hr Test)

SQUARES SQUARES

Internal External
Standard Standard SEARES Ry sk
Users Users
X X X
X X X
X
(Orgs that are not
VA Grantees)
X X X
Contact Contact SQUARES
SClLNRIEE Admin@va.gov
Admin@va.gov 9
X X X
X
X
<90 Days of Deactivation
X
X X X

SQUARES Admins

X
>90 Days of Deactivation

18



Three Search Options

Populate the fields with the Provides extensive info on the Populate the template with

Veteran’s information and the Veteran from various sources several Veterans and the

system will return results system will return results

s

LLS. Department

Ch Oose A VA ‘Q:f‘-hf):l of Veterans Attairs




Single Search

Populate the fields with specific identity attributes

(Name, DOD, SSN, Gender) and click on search.

The system will return information regarding _ Q

Veterans’ status and eligibility from homeless

programs | SQUARES

Using data to end Veteran homelessness

Refer to the for more

. . Single Veteran Search
information.

als with very common names, searches will almost always fail without S5N.

I Lisa | [ sorsoress

Last Name Date of Birth

) |

[ Orwell

| @No Veteran record found: By dicking the "Triage Search”™ buiton to the right, you can automatically triage this search against the Advanced database.

Triage Search

If you need additional information, click on Triage Search (in the bottom left
corner) and you will be redirected to the Advanced Search.

20


https://www.va.gov/HOMELESS/squares/docs/SQUARES-Conduct-a-Single-Search.pdf

Advanced Search

Advanced Search Bulk Searc Help Desk Manager Resources

CEr -

Single Veteran Search - Advanced

Enter as many fields as possible. The 55N field is required for the Advanced Search. If triaged from the basic search, fields will be pre-populated, but can be edited if need-be. There are 3 databases that can potentially return results. If a database returns a res
its section will automatically display on the screen. If it does not, it will not display. i no results are returned, an error message will returm. Click on the Section title to expand it and view the results. Field codes will display automatically below search results.
here for standalone document.

*SSH Gender

Date of Birth

In addition to reaching the Advanced Search from the Triage

(noted on the previous slide—Single Search), you can reach it
directly by clicking on Advanced Search from the Navigation

bar.

After you populate all fields: Name, DOB, SSN, Gender to
conduct an Advanced Search, you will be redirected to
additional data. (Refer to the next slide)

— B

21



Advanced Search (Continued)

Enter as many fields as possible, The SSN field is required for the Advanced Search, If triaged from the basic search, fields will be pre-populated, but can be edited if need-be. There are 3 databases that can potentially return results. If a database return|
its section will automatically display on the screen. If it does not, it will not display. If no results are retuned, an error message will return. Click on the Section title to expand it and view the results. Field codes will display automatically below search rel
here for standalone document.

First Name *SSN Ge

[ Lisa ] | so1507655 & | [ :]
Last Name Date of Birth
[ Orwell ] I = I

~ BIRLS (Beneficiary Identification Records Locator Subsystem)

BIRLS Person Record Information

VAID g 55N @ FIRST NAME LAST NAME MIDOLE NAME COB g bob g GENDER CADENCY

601507656 LISA ORWELL A 12/15/1966

BIRLS Military Segment Record Information

ENTER ON DUTY RELEASE FROM ACTIVE DUTY SEP CODE gy NON PAY DAYS gy PAY PLAN PAYGRADE gy CHARACTER OF SERVICE SERVICE SERVICE NUMBER

10/24/1986 10/23/15%0 SAT 000 E4 HON HAWY

06/11/2001 10/31/2003 SAT (i) ES HON AF

04/15/2006 07/31/2018 SAT ES HON AF

For your situational awareness, a list of the field codes is hyperlinked at the top
of the page and bottom of the page.

22



Bulk Search

Bulk Veteran Search

All bulk searches you submitted in the last 24 hours are listed below. Searches are deleted after 24 hours, so be sure to save any results you need on your local device.

SEARCH # LABEL SEARCH DATE/TIME STATUS

Label
You have no recent bulk Veteran searches to display. Click New to start a new search.

Bulk Search Guide
Summary of Eligibility Status

Populate the pre-formatted spreadsheet with specific identity
attributes (Name, DOB, SSN, Gender), save spreadsheet (as csv or
xisx file) and upload. Please do not change the worksheet format.

The system will return information regarding the Veterans’ status and
eligibility for homeless programs within 24 hours. You will need to
login to obtain the results. Response time may vary (depending
number of records) in your spreadsheet. Refer to the Bulk Search
Guide for more information.



https://www.va.gov/HOMELESS/squares/docs/SQUARES-Conduct-a-Bulk-Search.pdf

Helpful Resources

Veteran Status Verification: To prove a participant’s Veteran status, Grantees
should obtain at least ONE of the following documents:

v'SQUARES Printout

v'Veteran Health Administration (VHA) Veteran’s Identity Card

v'VA Veterans Choice Card

v'VA Photo ID Card

v'Veterans Benefits Administration (VBA) Statement of Service (SOS)

v'VISTA printout from VHA Healthcare Provider

v'VA Hospital Inquiry System (HINQS)

v'VBA award letter of service-connected disability payment or non-service

connected pension
v'"NA Form 13038
v'DD Form 214 Certificate of Release Discharge from Active Duty

It is VA’s expectation that SSVF grantees are able to make an eligibility
determination and enroll Veteran families the same day they are screened.
Information provided here is also in the SSVF Program Guide at
SSVF_Program__Guide.pdf (va.gov)



https://www.va.gov/HOMELESS/ssvf/docs/SSVF_Program_Guide.pdf

Helpful Resources

DD214 SHOWS A DISHONORABLE DISCHARGE; THE VETERAN CONTESTS,
SAYING THEY WERE GRANTED AN UPGRADE. WHAT SHOULD THE CASE MANAGER DO?

Run the Veteran Run the Veteran
in SQUARES in SQUARES

Unknown/Undeter
mined/Ineligible

Unknown/Undeter
mined/Ineligible

Eligible Eligible

Admit to GPD if Ask the GPD Liaison

other criteria to check with their
met local eligibility office

Serve the Veteran if Contact the local
other criteria met eligibility office

|
Eligible Ineligible Eligible Ineligible
Serve the Support the Veteran Admit to GPD if Support the Veteran
c in contacting VBA to P in contacting VBA to
Veteran if other other criteria

inquire about inquire about
upgrade status upgrade status

criteria met




Helpful Resources

All SQUARES Users are encouraged
to watch the SQUARES Video and
complete the 10-minute SQUARES
Online Training prior to applying for
access. Refer to SQUARES Website
for access instructions for your
specific user type.

i SQUARES

Training for Homeless
Service Providers

Courses Brief Description of Course Objectives

Lesson 1: Accessing SQUARES e Acquire key tips for applying for a SQUARES account and
accessing the system

Lesson 2: Conducting a Single e  Explain how to conduct a single search to identify an individual
Veteran Search Veteran’s benefits and eligibility information

e Understand important data in the single search results

e Understand the limitations of SQUARES results

Lesson 3: Conducting a Bulk e  State how to conduct a bulk Veteran search

Veteran Search L )
e Identify important data in the Veteran bulk

VETERANS HEALTH ADMINISTRATION Online Training 26



https://www.youtube.com/watch?v=KTDw4Lh7Kso
https://www.va.gov/HOMELESS/squares/index.html
http://www.va.gov/homeless/squares

Helpful Resources

Training Materials
We strongly encourage you to take the 10-15 minute online SQUARES -
course before applying for access or using the tool. i How do ”“‘l‘ues:
f s
/ How you "®quest 5q, QUARES accessp
+ Take the online SQUARES Training | vay ARES access depengs
I.'I C‘-"ﬂl‘.‘raef rogram O who g, e
: | any s ed Q'Qa"’zano,, Tantee, (Ssvg, GPD, o,
3 = : |II . Mem ! RSJ a
\ The following Quick Reference Guides may also be helpful: | Oroanizatigr, S With | "d Othe
\ tVA Y | oneempy, e " for sq A;;"&ﬂs ataya homey,
e about VA i i'equgsls as g, S a L
ealth Care 3 : / and QuUA E, rog,
[l eenerse® i s . « Requesting and Accessing Your SQUARES Account %) | have on g ooV access - Manage, %m Organizafin uf:‘s:“’e
o vateran® . — | s r . Dl rav
\' . ans E’Cpenencm / krevon: e SQUARES gngeoton "Nw'z:u S the pyon 22501 acco'zf.r
\ Veter « Conducting a Single Veteran Search ¥ / % Ml 8t squaroqeer "2V the dogum 210N Woul i+ we
| Once he "@va,goy, fed omeone new (g
f Man, ) Man
« Conducting a Bulk Veteran Search % | Standary uw?;" Boroveg fo, agerfet us
= | @pproye Stan unts for p; Accegg, heys
/ darg |, a T fellow ¢, ® Can yge
| Ma nt equests, 5. Only RES to ppro
f can

SQUP&RES ) s,nmg'ﬁ‘a“’"m

Qlujs&:‘\-’l"*ne”Ur R aa - -
Naw V5 mw“’“"'ﬁ: * Summary of SQUARES Eligibility Information T2
IAWE zations Wi |

SQUARES Managers should additionally make sure they hav{
SQUARES Manager Guide:

+ SQUARES Manager Guide %

Quick Reference Guides

VETERANS HEALTH ADMINISTRATION



Helpful Resources

[ssue Details

Case Information

Issue Topic

Modify Existing Organization

Brief Description of the Issue

Either the user or new user first and last name fields need to be
filled out

* First Name

* Last Name

Help Desk

Use this form to create a VA Help Desk Issue Ticket (when you are logged into SQUARES).
Please do not include Pll in the Help Desk Ticket
If you have login issues, please contact SQUARESAdmin@va.gov
SQUARESAdmin@va.gov will process requests within 24-48 hours.

VETERANS HEALTH ADMINISTRATION o8



Volunteers Needed for User Acceptance Tests

User Acceptance Test (UAT) is the last phase of software testing, before the final release or installation of the
website or software.

UAT is conducted on the 2" Tuesday and 2" Wednesday of the month by the following users: SQUARES User,

® 27 Tyesday: UAT Kickoff Call (1:00-2:00pm EST)
® 27 Wednesday: One-Hour Independent UAT Test (based on your availability)

UAT Key Objectives

® Provide a demonstration of what will be tested

® Review Acceptance Criteria (Pass/Fail)

® Execute test scripts to ensure they function (as intended)

® Document any problems or defects and provide technical assistance

If you are interested in participating in the UATs, please

® Forward an email to SQUARESAdmin@va.gov

® |nsert “UAT Volunteer” in the subject line
® Provide your specific user-type (SQUARES Manager or SQUARES User)
® Specify the month you would like to participate in the UAT

VETERANS HEALTH ADMINISTRATION 29


mailto:SQUARESAdmin@va.gov

Volunteers Needed for Focus Groups

We are looking for volunteers to participate in Focus Groups to provide feedback on:
Updated Training Materials

Updated Web-Based Training

Updated Website

Updated Eligibility Busines Logic

New Creative/Innovative Functionality

Quarterly Topical Q&A Sessions

If you are interested in participating, please forward an email to SQUARESAdmin@va.gov

® |Insert “Focus Group Volunteer” in the subject line
® Provide your specific user-type (SQUARES Manager or SQUARES User)

® Specify the month you would like to participate

VETERANS HEALTH ADMINISTRATION 30


mailto:SQUARESAdmin@va.gov

Q000 00 9

Friendly Reminders for All Users

SQUARES works best in Google Chrome! Please avoid using Internet Explorer. Please do not bookmark the site.

Refer to the Standard Users or Managers Guide for new access and existing users’ login instructions on the
SQUARES Resource Website (Part 1: Request New Account) (Part 2: Access Account) and Users Resources
(when logged in the system

Review SQUARES Video and complete SOUARES Online Training, prior to requesting a SQUARES account

Use the Help Desk Link to report an issue (within the SQUARES Community Site)
(Please do not include personal identifiable information)

Contact SQUARESAdmin@va.gov if you would like to participate in the Focus Groups or User Acceptance Tests
(UAT)

Log into SQUARES at least every 30 days to avoid deactivations
If deactivated, please contact SQUARESAdmin@va.gov. Please do not submit a new access request.

Notify your SQUARES Manager and/or SQUARESAdmin@va.gov (if you leave the organization) so your account
can be deactivated

31
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https://www.va.gov/HOMELESS/squares/index.html
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Friendly Reminders for SQUARES Managers

o Provide new users with the application instructions and your account information (Organization Name-
City/State-Homeless Program, VAMC and CoC) so they can be redirected to the proper organization (when
they are automatically routed to you). Approve account requests (24-48 hours of notification). Friendly
reminders are sent

7 days after the initial notifications. All application instructions are posted on the SQUARES Resources
Website

Deactivate users that leave your organization (within 24-48 hours of the notification)

Notify SQUARESAdmin@va.gov if you depart your organization, so we deactivate your SQUARES Account.

Review user accounts to ensure they are registered with their business email. If they are using their personal
email, please forward their personal and business email to SQUARESAdmin@va.gov so we can update their
account. We encourage all users/managers to use their business email (unless they need to request an
exception because they use their personal email to conduct business with VA.

Designate a Replacement Manager (Backup) that could be promoted as the SQUARES Manager to
review/approve requests (in the event the regular SQUARES Manager is out for an extended period of time).

Complete the March/September Recertification Process prior to the due date March 30 and September 30
(Notifications will be send out 30 days prior to the due date)

Reactivate accounts that are <90 days of deactivation (as needed) and contact SQUARESAdmin@va.gov to
reactivate accounts that are >90 days of deactivation

32
Review the SQUARES Managers Guide for instructions and Managers Resources (when logged in the system)


http://www.va.gov/homeless/squares
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Questions and Answers

SOQUARESAdmin@va.gov

SOQUARES Website

SOQUARES Video

33
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VA SSVF Program Participant Satisfaction Survey

Quarterly Report Review and Updates



AGENDA

« Satisfaction Survey Goals

« Key Roles

e 2nd Quarter Update

o Satisfaction Survey Grantee Activity

e 1St Quarter and 2"9 Quarter comparison

e Best Practices
 SSVF Grantee Presentation: Damon Hays, SSVF Program
Manager - Transition Projects Inc.

* Poll Question Quiz!
* Resources
¢ Q&A



VA SSVF PROGRAM SATISFACTION SURVEY

Goals — As of October 12, 2021

— Monitor and enhance the Veteran experience from the VA and Grantees
— Compliance and Performance Requirement

 Register all Veterans to participate in the confidential and
anonymous Satisfaction Survey

— Capture quantitative and qualitative Veteran survey response data to
glean actionable insights

— Share best practices, seek opportunities to enhance services, and resolve
challenge areas

— Continuously improve the registration -> survey -> data reporting
Process year over year



KEY ROLES

VA SSVF Program Office

— Administers survey registration, survey (online and phone), data reporting and
recommendations

« Regional Coordinators

— Facilitate key messaging to Grantees, and elevate Grantee feedback and observations to
the Program Office

— Monitoring registration data -All Veterans enrolled are registered (except HUD VASH
packet referrals)

e Grantees

— Grantee staff and subcontractors register the Veteran just before service conclusion (T-
30 days)

e Veteran

— Shares their thoughts through a less than 15-minute confidential survey (multiple choice
and open ended)



2ND QUARTER UPDATE

* Increase in the number of registrations — up 61% from 15t Quarter
e Keep up the amazing work!

e Continue to register each and every Veteran (exception HUD VASH packet)
o Stress the benefits of the survey completion
* Provide a space or accommodation to take the survey

e Ensure communicate the survey in completely anonymous

« No pressure or coercion



2ND QUARTER REPORT GRANTEE ACTIVITY

* Review Quarterly report with staff

« Compare performance from 15t Quarter to 2"d Quarter
Data to review
— Registration rate
— Response rates
— Changes in overall satisfaction
— Changes in satisfaction with staff
— Quality of services
— Open ended comments
— Other areas



2ND QUARTER REPORT GRANTEE ACTIVITY CONT.

« Review the total number of registrations (front page of our 2" Quarter
Report)

 Compare to your exit data (January 1, 2022 thru March 31,2022) to
registration — Do they add up?

« Decide on opportunities for growth

e Celebrate areas that have improved




15T QUARTER VS 2NP QUARTER REPORT COMPARISON

1st Quarter Response Rates 2nd Quarter Response Rates

« 5,268 Veterans registered and * 8,489 Veterans registered and 1,282
837completed surveys (15.89% surveys completed (15.10% overall
overall response rate) response)

49 agencies that have not 9 Grantees have not registered any
registered any Veterans Veterans

o 22 grantees had at least 5 registrations
but zero responses

« RC will reach out in the next week to
each grantee with low registration
numbers



15T QUARTER VS 2NP QUARTER REPORT COMPARISON

1st Quarter Satisfaction Rates 2nd Quarter Satisfaction Rates

Overall Satisfaction/Quality of Services Overall Satisfaction/Quality of Services

e 75.75% above average * 76.99% above average

Satisfaction with Staff Satisfaction with Staff

e 73.03% satisfied or very satisfied with  « 79.09% satisfied or very satisfied with the
the courteousness of communication courteousness of communication with the
with the staff person staff person

e 71.53% satisfied or very satisfied with  « 77.69% satisfied or very satisfied with the
the timeliness of communication with the  timeliness of communication with the staff
staff person person



15T QUARTER VS 2NP QUARTER REPORT COMPARISON

1st Quarter 2nd Quarter

Housing Plan Housing Plan

o 78.2% of Veterans were involved in o 78.32% of Veterans were involved In
creating an individualized housing creating an individualized housing
stabilization plan stabilization plan

o Ofthose, 93.03% felt that the housing ¢ Of those, 91.43% felt that the housing plan
plan was a good fit for their needs was a good fit for their needs




15T QUARTER VS 2NP QUARTER REPORT COMPARISON

1st Quarter 2nd Quarter

Service Needs Service Needs

Top Needs Top Needs

e Rental assistance 83.24%  Rental assistance 82.68%
« Case Management 78.34% « Case Management 81.44%

e Security and utility deposits 59.67% ¢ Security and utility deposits 56.24%

« Assistance with housing counseling ¢ Assistance with housing counseling
54.5% 56.55%

« Assistance in obtaining VA benefits e Assistance in obtaining VA benefits 51.64%
55.30%



15T QUARTER VS 2NP QUARTER REPORT COMPARISON

1st Quarter 2nd Quarter

Receipt of Services Receipt of Services
e 78.34% needed case management » 81.44% needed case management

« 73.39% rated quality above average . 72.8% rated the quality above average

« 83.24% needed rental assistance e 82.68% needed rental assistance
* 68.85% rated quality above average « 69.62% rated the quality above average

* 59.68% needed security and utility « 56.55% needed assistance with housing
deposit assistance counseling benefits

* 64.76% rated quality above average « 62.34% rated quality above average



15T QUARTER VS 2NP QUARTER REPORT COMPARISON

1st Quarter 2nd Quarter
Quality of Individual Services Quality of Individual Services
11 of the 15 services above average or ¢ 11 of the 15 services above average or
excellent at least 50% of the time. excellent at least 50% of the time.
Below 50% Below 50%
— Coordinating transportation benefits — Assistance with emergency supplies
49.81% 48.48%
— Assistance with childcare benefits — Assistance in obtaining and
47.83% coordinating childcare 34.73%
— Assistance with moving cost 39.62% — Moving cost assistance 40.16%
— Assistance with legal benefits — Assistance in obtaining and
37.35% coordinating legal benefits 31.33%



15T QUARTER VS 2NP QUARTER REPORT COMPARISON

1st Quarter 2nd Quarter
Open Ended Questions Open Ended Questions
e 734 gquarter one respondents e 1282 quarter two respondents

o 416 expressed that at least one aspect « 722 expressed that at least one aspect of
of their experience was positive (56.6%) their experience was positive (56.3%)

e 60 expressed that at least one aspect ofe 95 expressed that at least one aspect of
their experience was negative (8.1%) their experience was negative (7.4%)

« 137 offered suggestions to improve the « 228 offered suggestions to improve the
SSVF program. SSVF program.



2ND QUARTER OPEN ENDED COMMENTS SUMMARY

The case manager that helped me went above and beyond to help me get a suitable living
place and to make sure that | had the basic things needed to start living a comfortable life.

All the support and assistance received from SSF was much needed and greatly appreciated.

She took care of my urgent needs in timely manner. | really appreciate that she helped when |
did not understand correct placement of what monies where allotted for and exactly how
program supposed to work. | felt distressed & overwhelmed she comforted my concerns &
understood the purpose, & how program worked and she very professional & very precise at
her job!

Kind, courteous, caring, concise and understanding of my limitations. Gave very clear
instructions and didn't mind doing it twice or helping me to navigate



EMERGING BEST PRACTICES

e \Ways to increase registrations and responses

— Ensure staff buy in — Regularly message the importance of
the survey agencywide

— Share ways to talk about the survey to Veterans
* It's completely confidential, even from agency leadership

It will drive future SSVF services and processes
— If you create a formal review & improvement process, share what that is

* It's a way to celebrate providers for a job well done or highlight
areas a provider may need to address

e Consider a handout highlighting benefits of taking the survey as
part of your written packet/paperwork to Veteran participants



EMERGING BEST PRACTICES

e \Ways to increase registrations and responses (cont.)

— Create as part of your exit procedures a checklist ensuring
all grantees are registered
* Printout of registration in file
« Consider a second reviewer (supervisor) of exit paperwork to
ensure registration occurred
— Focus on ways to promote survey completions
» Create a quiet, confidential space at your agency
* Or bring a laptop to the Veteran
e Build in time to allow survey completion
» Consider offering food, water, snacks (not paid for by SSVF ©)



EMERGING BEST PRACTICES

e Consider formalizing a survey review and
Improvement process

— Form a Review Committee to regularly assess trends in
your reports

« Consider diverse blend of leadership, frontline, and Veteran
members

» Create ways to recognize staff for jobs well done

 Formalize improvement process for service gaps and areas of
concern

» Re-evaluate effectiveness of changes made in future meetings
« Add this process within your agency’s written Policies/Procedures



SSVF Veteran Survey



mailto:damon.hays@tprojects.org

When do we do 1t? How do we prep PTs?

» Talk about exiting plans and strategies semi-frequently with PTs.
What are their goals for exit? TFA is only one tool to assist Veterans.
Can you phase out TFA and assist with case management

services/supportive services? Would the Veteran make a good Shallow
Subsidy referral?

How

After determining Veteran household is ready to exit, schedule exit
meeting, review exit documents — mail/give Vet Exit Letter, review/hand
Veteran the Grievance Form, and register Vet for the SSVF Survey.

Lastly, exit Vet/household in HMIS, complete case notes. Turn in file to
supervisor within 1 week of HMIS exit.




Supportive Services for Veteran Families (SSVF)
Program Exit Checklist

Veteran Identifier: Date of Entry/Exit:

Exit Overview — All Clients Regardless of Housing Status/Exit Type

M %es O Mo O Unknown Household is residing in permanent housing.

a
JYes OMNo

OYes OMo A final budget has been reviewed with household.

OYes OMo

a ONo ON Contact has been made with the landlord to verify household has no current lease
/ violations, rental arrears due, or other serious complaints.

Case manager has attempted to contact participant 2 minimum of 3 times, through all
awvailable means, unsuccessfully within the past 20 days.

O Household has been registered for. and informed about, the VA ex
aftemnpis made fo contact.
Survey Comp

| confirm, to the best of my knowledge, that the above requirements have been completed.

'F Case Manager Signature: Date:

| confirm, to the best of my knowledge, that the above information is correct.
'F Supervisor Signature: Date:

Rev. 4/2018




Data Quality Report: 30 Days No Service -




RESOURCES

* Regional Coordinator

» Veteran Satisfaction Survey update on registration:
https://www.va.gov/HOMELESS/ssvf/docs/Compliance and Survey Octobe
r 8 2021.pdf

» Veteran Satisfaction Survey 15t Quarter Update
https://www.va.gov/HOMELESS/ssvf/docs/Participant Satisfaction Survey
March2022.pdf

 Program Manager Academy 2021
Customer Service Immediate Access, Triage and Response — YouTube

 Team Aptive - Survey questions
vassvf@forsmarshgroup.com or 888-669-6752


https://gcc02.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.va.gov%2FHOMELESS%2Fssvf%2Fdocs%2FCompliance_and_Survey_October_8_2021.pdf&data=04%7C01%7C%7C18af2c009a644fe9d0f908d9f2fa68bd%7Ce95f1b23abaf45ee821db7ab251ab3bf%7C0%7C0%7C637807979620562752%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000&sdata=RNdhSN5TokUWK69vAWCPfO6FECNdDC%2BdBSKGhByARp4%3D&reserved=0
https://www.va.gov/HOMELESS/ssvf/docs/Participant_Satisfaction_Survey_March2022.pdf
https://www.youtube.com/watch?v=VD9-13o3D5w&list=PLgvSuRH0-o2Jllr5s5BwK5nr9xs54V_Ks&index=3

POLL QUESTIONS

LET'S TAKE SOME POLLS!

DOCUMENT TYPE/STATUS






Presenter
Presentation Notes
If time.
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